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Writing emails appears to belong to the scope of general knowledge in the era of modern communications, since an email has become as natural a communication channel as the telephone (Dürscheid & Frehner, 2013) . As a result, it is not always the case that educational institutions offer email templates that should be employed by their students (and/or their staff ). Furthermore, it could be said that institutions rarely provide email etiquette guidelines as a part of their syllabi and curricula.
Being the most widely-used language ever (Crystal, 2003: 139; Modiano, 2009) , English earned the status of a lingua franca language long ago. Anyhow, its influence is especially prominent in the mass media and the phenomenon of the Internet, areas in which English language patterns dominate (Durham, 2007) . That is why it is not a rare occurrence that languages around the globe simply borrow and map expressions from English.
Despite the fact that English language influence is inevitable, due to its expansion and intense contacts with other languages (Filipović, 1996) , the question arises regarding the potential need of world languages to establish their own patterns of computermediated communication. Namely, even though the patterns which usually represent socalled translational equivalents, i.e. calques (Bauer, 2004) in a target language (Filipović, 1986) , have already become recognisable, it might be questionable whether and to what extent they are adequate for the nature of the language they are used in.
theoretical implications

Pragmatic Insight into a Communicative Scenario
While linguistic competence (Chomsky, 2006) denotes an individual's ability to use one language as a system and is referred to as ''a knowledge of a language'' (Chomsky, 2006: 27) itself, pragmatic competence represents the ability of an individual to use language appropriately in different social, cultural and situational contexts (Fraser, 2010; Grundy, 2008; Kecskes, 2014) . Even though there is no prescribed way for using language material, we can undoubtedly differentiate between the language patterns we consider suitable for addressing, for example, our cousin and those used when addressing our employer.
The very moment we start uttering some verbal content, we do not only produce mere language material but also speech acts, which tend to emit a power similar to that of deeds (Austin, 1962; Searle, 1969) . Then again, not each segment of the verbalised language material is of equal power and not each of them bears equal potential to endanger an autochthonous trait of individuality we all possess.
Among the uttered verbal acts which may have negative influence on the integrity of communicators, there is the act of requesting. In order for the speech act of requesting to occur, the situation of lacking/need on the part of the speaker is needed (Searle, 1969) and the processes of asking the hearer for the needed subject makes this process unpleasant, i.e. threatening for his face. Given these facts, if the aim of a communicative scenario, with the speech act of requesting, is not a disagreement between the communicators, special attention should be paid to the linguistic forms used.
Speech Act Orientation/Perspective
There are many linguistic means that can soften the force of the words we utter. There is no doubt that the choice of the rather tentative modals could or would, as in the examples: 1) Would you mind sharing the information with me? 2) Could you give me a hand with this difficult formula? instead of:
3) Give me the information! 4) Give me a hand! would represent willingness on the part of the speaker to make his wording more acceptable for the hearer. Even the usage of negative constructions can positively influence the flow of communication. In the examples provided by Leech (Leech, 1983: 101): 5) I don't like Kenneth. and 6) I dislike Kenneth. the speaker's decision to mitigate the power of the words he utters by using a negative construction in the utterance which includes a positive verb to like (example 5), makes the used language material less threatening that the one with the verb to dislike (example 6).
Nonetheless, the moment we enter a communicative scenario, the linguistic choice that instantly becomes prominent is the one concerning the speech act perspective/orientation. Opting for the speaker-orientation of a speech act would denote that the speaker places the burden of the speech act before his face. So, if we compare the utterance (with the speech act of thanking), e.g.:
7) I would like to thank you for everything you have done for me so far. with the following one: 8) Thank you very much for everything! we can conclude that the orientation towards the speaker (example 7) highlighted his role in the process, whereas the hearer orientation (example 8) emphasised the importance of the hearer in the scenario.
Speaking of the orientation of requests, choices the speakers make in this regard become of great significance. Blum Kulka states that it "is one of the ways in which the native speaker signals his or her estimate of the degree of coerciveness required situationally" (Blum Kulka, 1991: 266) . In light of this, it could be said that orientation towards the speaker would be preferable. Namely, the utterance expressed in the following form: 9) Can I ask you to leave this building? would mirror a slighter amount of threat for the face of the hearer that the utterance in the form of: 10) Can you leave this building? Furthermore, communicators might also opt for the joint (pluralized) perspective, with the aim of illustrating the nature of unity (Blum Kulka & Levenston, 1987) , e.g.:
11) Why don't we go out tonight and have some fun? Finally, the speaker can also opt for the orientation towards the event itself (Narrog, 2012) , i.e. the negotiated issue. Thus, in the example: 12) What is the weather like in London? the speaker indicates that the issue he or she is asking about is the focus of his/her attention.
Starting from the theoretical notions presented above, this study aims to provide answers to the following research questions:
-Which type of speech act perspective/orientation do the students use in their email requests when the addressees are their seniors? -What kinds of addressing formulae do the students apply in their email requests and to what extent are the applied formulae unified? -Is there a recognisable and consistent email etiquette in the Serbian language and -if not -is there a need for one? -Is there a need for educators to take a more active role in guiding their students through the process of appropriate electronic communication?
Method
Data and Subjects
The analysed language corpus consists of 100 emails sent to a faculty member over a period of several semesters. The electronic messages were written by university students (native speakers of Serbian, students of a faculty of philology -Serbian NSs) in Serbian. For the purposes of coding and illustrating the data in English, the examples from the corpus have been translated into English by the authors, with their best efforts to provide as close to absolute equivalent translations as possible.
Both male and female students, in the 19-45 age range (the majority of them were 19-25 years old) participated in this study. The participants were duly informed about the nature of this study and willing to provide their emails for analysis.
Also, it is worth noting that all of the speakers know the addressed faculty member in person; moreover, they were enrolled in some of the faculty member's courses, and thus it could be said that their relationship represents a prototype of the studentprofessor relationship. Nonetheless, in order to make students feel comfortable and thus achieve better results, the addressee applies a communicative-humanistic teaching style which could be characterised as a student-friendly one, but still quite formal.
Procedure
In the analysis process, each request kernel/head act, within the body of the text in the received electronic message, was firstly identified. Regarding the notion of kernel, we would like to emphasise the fact that we are not using this term to refer to what Chomsky terms kernel sentences (according to : Lyons, 1994) . Following the primary meaning of the noun kernel, we simply want to illustrate the position and importance of the head act.
Afterwards, requests were analysed at two levels -in terms of the kernels' orientation, as well as in terms of the formulae of address used as salutations and complimentary closings. Given the nature of the study and having in mind the posed research questions, both qualitative and quantitative methods have been employed. However, it is worth noting that the illustrations of the observed phenomena via qualitative means are presented only with the aim of offering a broad/-er picture of the topic and are not discussed in detail for the purposes of this paper; in this regard, it is the further implementation of qualitative discussion which is of major importance concerning a deep insight into the research phenomena.
results, discussion & Pedagogical implications
Head Act Orientation
Head act orientation is a transparent phenomenon which requires neither specific linguistic analysis nor demanding cognitive operations in order for it to be noticeable. The criterion of speech act orientation becomes especially prominent in communicative contexts with hierarchically unequal participants. In the context which forms the background of this study, there are, a priori, two dimensions which lead to the potential gap between the communicators; first, requests bear inequality sui generis; second, a teacher-professor relationship per se includes hierarchical asymmetry. Despite the fact that the participants of the study were included in a communicative scenario mirroring a prototypical speaker-hearer inequality, we can see that Serbian NSs employed hearer orientation (40%) more than speaker orientation (34%) or neutral orientation (26%) (Figure 1 ), e. 16, 17, 18) do show the speaker's awareness of the imposition and his willingness to minimise its possible effects on the hearer. Namely, the speaker has decided to use some lexical means, within the utterance where there is the speech act of requesting, which mirrors the mentioned willingness, so there are words like: just (example 16), maybe (example 17) and briefly (example 18), using which the speaker tried to distance himself from the centre of the proposition to a certain degree. Even though the modification of a speech act with the usage of lexical (or syntactic) means does not represent one of the core interests of this paper, we wanted to highlight the fact that there existed the need for illocutionary force softening on the part of the speaker, even though these requests were oriented towards the hearer. Apart from lexical means, the participants of the study also occasionally used syntactic means to soften the illocutionary force of their speech acts; the usage of the modal verb could (example 18), which per se includes a level of tentativeness, reflects more formality and politeness on the part of the speakers.
Hearer orientation of the speech act was followed by speaker orientation, and in this way the speakers showed their readiness to have all the illocutionary force posed before their faces rather than the face of their addressee, e.g. (Blum Kulka, 1987) , and were performed in the form of affirmative sentences, rather than questions, which put the hearer in the position to recognise and interpret them as requests. Even though a prototype of a request is the one with the usage of a performative verb (Marmaridou, 2000) , a common request is performed in the form of a question (mostly with the usage of a modal verb). Apart from the linguistic means of a head act orientation, we can also notice that the students use both some lexical means, such as the words kindly (example 20) and just (example 22) and syntactic means, like the usage of a past tense form (example 22), which also serves for the purpose of distancing from the propositional content.
Neutral orientation indicates that the matter in question is in the focus of the speakers' attention. In this way, the speakers neither threaten the hearer's nor their face/-s, e.g. The students' choice of the orientation towards the questioned notion also illustrates the speakers' need to show the extent to which they find the issue significant, and for that very reason these requests are performed in medias res.
Address Form -Salutations
Addressing terms, realised via salutations and complimentary closings, applied in different epistolary forms, do not only have the potential to mirror the relationship between the interlocutors, but they can also have a rather strong effect on the outcome of the communicative process. As a result, the choices concerning addressing forms become an issue of importance for communicators (Figure 2 ).
Figure 2. Forms used in email openings
The analysis of the gathered data has shown that the Serbian NSs largely opted for the opening formula of: Respected + title (24%), e.g.
1)
Respected professor, I want to ask you whether you can bring a book for me... By using this formula, the speakers did express a quite significant level of pragmatic competence. However, it is worth mentioning that the usage of the mentioned adjective might appear somewhat strange in present-day English (speaking world), as constructions with this adjective used as the (pre-) modifier to a noun are not common in English anymore; they would not imply a higher level of politeness but seem not natural enough. On the other hand, in the contemporary Serbian language, which (unlike English) recognises the T/V (Brown & Gilman, 1960) forms of address, the patterns with the adjective "respected" are still used in epistolary forms.
Two language formulae were used on an equal number of occasions and these are the formulae of Dear + title (17%) and Dear + first name (17%), e.g.
2)
Dear professor, I would like to ask you to send me the source again...
3) Dear Marijana, I need a piece of advice...
The usage of the patterns including the adjective "dear" could be interpreted in two ways. First, this language formula, belonging to the English language, has become widely applied in other languages, as English is the language in which a significant amount of computer-mediated messages has been exchanged. Second, opting for the adjective "dear" instead of "respected" (especially in the cases in which the name was used after the adjective) could mirror the students' wish to minimise the neutral gap in the studentprofessor relationship.
A number of emails were opened with the language formula of Title (19%), e.g.
4) Professor, I would like you to send me the material needed...
The usage of the title of the addressee does show formality and indirectness; however, opting solely for the title, without the first or family name, can also have a few possible interpretations -the students could have been unsure about the name/surname of the addressee; they may have not have been sure about the adequate language pattern with which to begin the email or they may have simply wanted to map the addressing principle they use in everyday, face-to-face interaction when communicating with the addressed person.
A similar number of email requests was received, on one hand, with no opening at all (11%) and, on the other hand, starting with some formulaic daily greetings expression (12%) such as: good morning, good afternoon, hi, etc. Even though these two categories could even be perceived as a single one, as the greetings could hardly be considered addressing forms, we wanted to make a distinction between them in the analysis process, since the former, e.g.
5)
If you can forward the PPT presentation to me... illustrates a mere need on the part of the student to present the request as an imperative and crucial issue and to get a prompt answer, whereas the latter, e.g. 6) Good evening. I wanted to ask you, if that is not a problem, to send me the email of xx... does show a tendency on the part of the speaker to start the communication with a kind of an opener.
Even though the above examples do not, in our view, represent par excellence models to be followed in email etiquette, we find their tendency to equate emails to text messages a phenomenon that is likely to spread in the future.
Address Form -Complimentary Closings
Figure 3. Forms used in email closings
Five different language formulae were found in closing to the Serbian NSs' emails ( Figure 3) . First, there was the formula of Regards/Many Regards (34%). Since this formula is felt to be a semi-formal end in a communicative scenario, we tend to believe that the speakers wanted to express their relaxed tone via this formula. Next, there is the similar ending expression of Kind/Best/Warm regards (20%), which, given the employed (pre-) modification to the noun regards, does denote a more polite and formal way of complimentary closing than the abovementioned one of Regards/Many regards.
Second, the Respectfully (16%) expression, a highly formal formula of a complimentary closing, appeared on various occasions; then again, it is worth mentioning that this pattern was used both in combination with very formal (Respected+title) and less formal openings to emails (Dear+first name). Speaking of inconsistencies with regard to the appropriate combinations of opening and closing formulae, we would also like to mention the fact that the closings in the form of Kind/Best/Warm regards were employed both in the cases when emails were opened with the Dear + title formula and on the occasions when the formula Dear + first name was used.
Furthermore, some of the examined emails included no closing formulae at all (13%), and, observing the emails as a whole, we noted that only those emails received with no opening had no closing -namely, they consisted of the email body solely. As we have already noted before, we find this situation a par excellence indicator of the speakers' need to present the required matter as urgent.
Finally, a number of emails were closed with an expression of thanks, i.e. in the form of Thank you (17%), which does not represent an adequate addressing means for closing an email, but does imply the wish of the author of the message to show his respect for the addressee.
The examined behaviour of Serbian NSs in the processes of computer-mediated communication could not be described as a mere pragmatic failure. The above presented results could be pedagogically interpreted in several directions, each of them having a certain form of pedagogical intervention in its very foundation. First, the inconsistency regarding the appropriate email patterns could represent a need for a suggestion regarding adequate standard linguistic patterns in email communication in one's native language/-s. Second, relying on the obtained results, teachers (and/or educational institutions) should bear in mind that present-day students tend to address them in many different (sometimes even unexpected) ways. Bearing that in mind, it is advisable for teachers to take on an active role in the process of making students aware of context-dependent communication in hierarchically unequal settings. Furthermore, it is worth noting that students would not only hugely benefit from explicit guidelines concerning adequate patterns, but also from some hands-on experience about the right/wrong email behaviour in different settings (i.e. via insight into good and bad samples). Finally, since cultural influence/transfer has also been noticed within the examined language corpus, special attention on the part of the teachers should be paid to cultural differences and models.
conclusions, limitations of research and implications for future research
Analysis of the data suggests that the findings of the study illustrate some components of the nature of Serbian in the process of computer-mediated communication. In order to examine the notion of pragmatic awareness in contemporary epistolary forms, a hierarchically unequal scenario was created. Namely, not only were the communicators of unequal hierarchical power, one of them being dominant and the other recessive, but they were also supposed to exchange the speech act of requesting, the nature of which is unequal per se.
Within the set communicative scenario, Serbian NSs proved to be only partly pragmatically aware, as they failed to employ context-appropriate and consistent language patterns. First, the results concerning speech act orientation showed that this linguistic strategy did not reflect pragmatic awareness -namely, despite the fact that in the role of the addressee there was a hierarchically dominant person, the predominant hearer orientation of the posed requests seemed to threaten his/her integrity. In any case, the noted, though not very frequent, tendency of Serbian NSs to employ other linguistic modifying strategies did mirror their awareness of the communicative scenario they were part of.
Second, it has been concluded that the language matrix of Serbian NSs does possess diverse linguistic formulae which can be used for opening and closing email messages, but these formulae were rarely properly combined. Since the language with the widest usage within the global scope of CMD is English, it is not surprising that Serbian implements some calques from English. Furthermore, the observed tendency of Serbian NSs to mix semi-formal with very formal address forms, leads us to believe that the students did not intend to be impolite but aimed to narrow the wide gap within the student-professor relationship. As it has been noted before, educators should bear the above-stated in mind -which could both inform them about what can be expected in communicative scenarios of a similar type and highlight the role they could play with the aim of achieving proper electronic and hierarchically-unequal communication.
In conclusion, it could be said that the conducted study has provided some information regarding the patterns in communication between hierarchically unequal communicators. With regard to this, it is worth noting that the illustrated data represent natural, real communication that has occurred in an academic setting. Given the fact that the subjects were unguided in the process of composing emails, all the examined data represent a valuable, spontaneous language set. Consequently, the results of the study could serve as a reliable guide to teachers who work either in similar or different settings.
Finally, in order to obtain a more vivid and broader picture of the topic, a larger data sample could be used (including both more students and teachers). Also, we do believe that the implementation of more categories for examination (one of them being teachers' attitude towards the emails they receive from their students) would yield more important information, lead to additional conclusions and thus provide some new pieces of advice on how to address this issue. Lastly, similar-type research can be conducted using a different data collection instrument, e.g. a discourse completion test (DCT); given the fact that DCTs represent elicitation instruments, a comparison between naturally composed and elicited emails could be provided.
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